STATE OF COLORADO

PUBLIC UTILITIES COMMISSION Department of Regulatory Agencies
Tambor Williams
Gregory E. Sopkin, Chairman Exscutive Director

Polly Page, Commissioner
Carl Miller, Commissioner
Doug Dean, Director

Bill Qwens
Governor

June 17, 2005

Marlene H. Dortch

Commission Secretary

Federal Communications Commission
445 12" Street, SW

Room TW-B204

Washington, DC 20554

Danna Jackson

Federal Commumications Commission
Consumer & Governmental Affairs Bureau
445 12" Street, SW

Room CY-C417

Washington DC 20554

RE: CG Docket 03-123: Colorade TRS Consumer Complaint Log Summaries for June 1, 2004 through
May 31, 2005
Dear Ms. Dortch and Ms. Jackson,

As you know, State and Telecommunications Relay Services (TRS) providers must submit annual
consumer complaint log summaries to the Federal Communications Commission on or before July 1%

Attached, for the State of Colorado, is the annual complaint log summary for June 1, 2004 through May 31,
2005; also attached is a diskette of the same, and four copies, as requested.

If I can be of further assistance to you, please do not hesitate to contact me via TDD 303 894 2512 or email
at Joe.Benedetto@Dora. State.Co.Us.

Kindest regards.

Sincerely,

Qe fomedute

Joe Benedetto
State Relay Administrator
Colorado Public Utilities Commission

Attachment: Complaint Log Summary, June 1, 2005 — May 31, 2005 L s \(, P(
Four Copies, One Diskette S g TR @—

1580 Logan Street, Office Level 2, Denver, Colorado 80203, 303-894-2000

www.dora state.co.us/puc Consumer Affairs (Outside Denver) 1-800-456-0858
Permit and Insurance (Qutside Denver) 1-800-888-G170 Hearing Info 303-894-2025
TTY Users 711 (Relay Colorado) Transportation Fax 303-894-2071
Consumer Affairs 303-894-2070 Fax 303-894-2065







Relay Colorado and Colorado CapTel Complaints Log June 2004 - May 2005

Date of Compl. Nature of Complaint Date of Resolution Explanation of Resolution
Apologized to customer. Met with agent. Caached the
agent on staying focused on calls an ensuring that all
06/16/04 Very unhappy with the agent. Typing was horrible. After 06/17/04 words are spelled correctly the first time, agent also
every 3 words agent would send XO0( XO0K, advised to verifying spelling of words if unsure. Explained
to the agent how continuous backspacing could affect the
call. Agent typing speed meets FCC regulations.
Voice caller requested to speak with 2 manager, complains
agent did nol relay what was typed when her mother was Supervisor assisted and apologized for the problem.
07/21/04 calling a computer company. As a result of the agent's 07/21/04 Customer offered to send in the print out tape from the
error, the wrong telephone number and credit card number TTY. No further contact requested.
were given and it was billed to someone else's account.
71712004 Dual Tone Multi-Frequency Tone Interference 717104 Tech Support adjusted Dual Ton(_e Multi-Frequency tone
CapTel pass through. Confirmed resolution was successful.
712712004 Dual Tone Multi-Frequency Tone Interference 7027104 Tech Support adjusted Dual Ton(? Multi-Frequency tone
CapTe! pass through. Confirmed resolution was successful.
8/27/2004 Informed customer that the capticnist reported an isolated
Technical Disconnection 8/27/04 technical difficulty during the call. Apologized for this
CapTel .
incidence.
Couldn't apologize to the Customer, cutbound line was
Customer was not satisfied with the CAs service, Customer| disconnect. No follow up requested. Met with the CA and
09/15/04 state CA yawned audibly throughout the call, distracting 09/16/04 coached CA on muting headset upon coughing, sneezing,
her from the conversation. clearing throat, any other distraction affecting call
adversely. Appropriate action taken.
CO TTY users requested supervisor, said CA continued Relay Supervisor assisted, explained this is not mandated.
type {Silence) during call, which frustrated, wanted to know Ca are trained to type everything including background
09/29/04 when this will be fixed. She complained hefore. Customer 09/29/04 noise. Customer interrupted several of supervisor attempts
is sure that this was mandated and her notes specify not to to explain procedures, guidelines. Caller disconnected. No
type any background. contact requested.
9/23/04 Account Login Faiture 9/23/04 cljanlst s account activated. Customer now able to make
A CO TTY customer called to complain that the 1st called
the agent placed was fine, there was a long delay with the . . .
lls. Al f
10/26/04 2nd call. When the numbers was finally connected in the 11/05/04 S;?\l:;r‘:'t:; z?:;;:nbeocl:t Zmnf IZC::?:;;?’ ri n o:;O, !
middle of the conversaticn, he disconnected the call. RCS ’ ¥ P .
apologized for the handling of the call.
10/7/2004 Echo sounds 10/11/04 Provided tips to customer to reduced incidence of echo
CapTel feedback.
10/20/2004 . Tech Support adjusted Dual Tone Multi-Frequency tone
CapTel Dual Tone Multi-Frequency Tons Interference 10121104 pass through. Confirmed resolution was successful.
Sent customer information explaining the difference
11/2/2004 between a CapTel phone and a traditional phone.
CapTel Disconnect/Reconnect during calls 11/3/04 Explained to customer why disconnection-reconnection
P might be occurring and sent email with tips to reduce their
occurrence.
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Customer called in on Sat at 4:08 PM stating that agent

Thanked the customer for letting us know and that a

complaint would be sent in and that R would be
investigated further. Met with agent, but she did not
remember this specific call. Coached agent on the

11/13/04 had very bad spelling and that it was definitely not 11/15/04 . - I
com ugr ermrp 9 y importance of correcting all typos and maintaining a speed
P ’ of 60 wpm on every call. Agent passed the typing test
given, meeting the typing speed and accuracy rate
required by the FCC.
Caller said when reaching an answering machine agent
redialed back to number before she had typed her Apologized to caller for the problem. Unable to resolve,
11722104 message and was having conversation with the people she 11/23/04 because the agent assigned to this number was terminated
was leaving the message for. Operator did not keep caller since 10/31/04.
informed of call process.
Apologized and informed customer will follow up with
Customer was upset the agent would not respond to the ?r?:n:ézde?:emdt:lhager:lti}‘arid cr’]f":zr:reztﬁzrwr; Sft",:":,m.'.g:s
11/30/04 customer when they gave then umber to dial, then 11/30/04 Y e caling 0! y ume
N CAs, and as agent was dialing out the number the
disconnected. .
customer hung up. Coached agent on the severity of
disconnecting calls, which can lead to termination.
Agent would not let customer give all info to use cailing This agent ID number is currently unassigned. The
12/06/04 card. Agent was rude and hung up on customer. 12/06/04 customer did not want follow up, therefere further
Apologized for inconvenience. No follow up needed. investigation is not possible.
Apologized and told customer. CA was following
. . " ’ procedure, but should be more professional when
CA was very '"‘,pat'e_l"_"r:s' ' °°”'dzt ”?(dzrg:"dsﬁha;,d ) redirecting concemns would be forwarded to correct center,
12/06/04 parson “"asfm’:g ‘l ) Lt's‘zz and as g A cho sain O 12/06/04  |For follow up with CA. Customer doesn’t want follow up,
answer me. en | kept adcressing she sai " Agent was coached on behavior and remaining flexible and
says | can't talk to you...said you've used relay before. patient
121712004 . Tech Support adjusted Dual Tone Multi-Frequency tone
CapTel Dusl Tone Multi-Frequency Tone Interference 12/7/04 pass through. Confirmed resolution was successful.
Caller said when reaching an answering machine agent
redialed back to number before she had typed her
12/Q7/04 message and was having conversation with the people she 06/01/05 Apologized to caller for the problem.
was isaving the message for. Operator did not keep caller
informed of call process.
Customer says agent did not hold when asked. She typed
that she was only allowed to hold a couple of minutes and
then hung up "after a couple of minutes." Shs typed, . ) .
12/20/04 *Please call back when the number is available. Relay here| 1272004 | //nen spoke lo agent said she always waits 3 minutes per
. " procedures. Reviewed procedures with agent.
only alfowed to hold a couple of minutes. SK " then
disconnected. Apologized to customer. Explained holding
rule of three (not two) minutes.
The agent dialed the number and left the ¢all hanging. She . . .
1/5/2005 never informed me as to what was gong on, | finally hung 1/13/2005 Agent did not work during the time of customer contact.

up.

Time of occurrence unknown.
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1/11/2005

Tech Support adjusted Dual Tone Multi-Frequency tone

CapTel Dual Tone Multi-Frequency Tone Interference 1711105 pass through. Confirmed resolution was successful.
Explained to caller heavy call volume and weather-related
10'24?305 Answer Time 104105 \staffing shortage resulted in some delays. We anclogized
L for this inconvenience. (Met answer time for day.)
211/2005 Assisted customer by email and phone with
CapTel Disconnect/Reconnect during Calls 2/2/05 troubleshocting. Tech Support enabled Retrain prompt, to
provide a visual indicator.
A CO TTY customer called to say that the agent skipped
relay explanation put on hold and when someone answered
02/08/05 no his annguncement in proper manner | mean all basic 02/08/05 Invalid agent number. Unable to follow up with agent.
things an agent should do. RCS: Apclogized for the
handling of the call No Contact requested
CA sent the "person hung up" macro, before the TTY user Met with agent, but they did not remember this specific call.
jhad a chance to say goodbye. Later TTY user contacted Agent did state that would not hang up an outbound line,
02/10/05 the veice person again and the voice person said they had 02/10/05 unless agent gets message that the outbound party has
not hung up. Apologized for inconvenience said would disconnected. Still coached the agent on the severity of
send the complaint to the proper supervisor. No follow up hanging up on a customer, which can lead up to
needed. termination. Resolved on 02/18/05.
. . Contacted toli free network managers and they resolved
g;:fe?os lr?:::l;yhigrrf :::I;I un:;tbc:;;ach data toll free # due to ol 2/14/05 the problem at their end. Customer service representative
ap ’ confirmed with customer that they are able to make calls.
. . Contacted toll free network managers and they resclved
5;44_26?05 lf?::::';yt:gf :ﬂ;‘ un:):aoler:.lach data toll free # due to toll 2/14/05 the problem at their end. Customer service representative
P ap ' confirmed with customer that they are able to make calls.
- . Contacted toll free network managers and they resclved
?;I;: 5;'23?05 :::::Ll;ytvgrf ;F:I;I un;:)::;;ach data tolt free # due to toll 2/16/05 the problem at their end. Customer service representative
P gp ’ confirmed with customner that they are able to make calls.
Customer stated the operator's errors on the evening of
2/22 made it impossible for her to understand the
conversation. She stated her aunt was telling of a serious CA received two complaints both are the same. This
02/23/05 fllness and upcoming treatment. Because of xxx's and 02/23/05 complaint is the second. To review the written resolution
typographical errors, she wants her long distance charges please refer to tracking # numbers.
reversed. Apologized. Recommended customer mail her
phone bill to us when it arrives. No follow up.
Coached CA to use one of our macros to 'unscramble’
Customer was talking to aunt at 8:30 on 2/2/05 and the garbling when typing to the TTY user. It may be possible
operator typed a lot garbling and many misspelled words to that the TTY user was using a Turbo-code type TTY
02/25/05 the TTY user thus causing confusion with the call. What 03/03/05 machine which can easily cause garbling during an
was said to the customer: Apologized to the customer and exchange of TTY transmissions between the TTY user and
gave assurance to the customer that an email will be sent relay operator. CA is fully aware of this. Followed up with
following a meeting with the operator. customer via email. CA received two complaints both the
same.
3/7/2005 . Tech Support adjusted Dual Tene Multi-Frequency tone
CapTel Duat Tone Multi-Frequency Tone Interference Y1103 pass through. This change provided immediate resolution.
3/9/2005 Sound Quality-Static; Captioning speed; Accuracy of 3/9/05 After extensive troubleshooting customer advised to send
CapTel captions; Connection cuts out. unit to our national service center.




Customer states the agent did not follow his instructions. Aq
the beginning of the call he asked the agent to get afive

Customer requested supervisor and supervisor was trying
to advise customer that CA was indeed following relay
protocol in not taking control of the call when CA did not

randomly choose options to get five person. Customer
would not accept supervisor's explanation and was

message or not. It is not right at all that | should have to
pay for the machine to pick up and being billed over and
over just because the operators let it hang up without
asking if we wanted to leave a message or not before it
hangs up on us. The Relay services tells us that we had to

falk to the phone company,

03/22/05 rep on the line. It didmt happen. The customer also states 03/22/05 . . . .
his notes were not followe:pHe dossn't want the holdin insistent that CA should just choose any option to get live
macro used. Apologized F6Il W UD K ted 9 person as, according to customer, other agents have done

- AApoiog : oW up requested. this in the past. Customer asked to be transferred to
customer service. See that customer contact for further
information.

Inbound instructions at the beginning of the call were to get
a live person. CA dialed out and there was no option for a
h ) tated th . tat live person. CA informed inbound of that and waited for
© customer staled the supervisor was argumentative further instruction. Inbound was upset stating other CA’'s
:?1: (s:a'dt thelrr agent d'td" ldhave to :0"0‘:' his mslttrr:.!::rtllons. just press buttons in an attempt to get a live person.
. entuz T:ree':lc:s‘igde;esusi":;a :’?h ams with re Supervisar attempted to explain to inbound that relay

03/22/05 gent, so he requ p, sor. The superviso 03/22/05 procedure would be to inform no live option avaitable and
atlempted to justify the agent's handling of the ¢ail, even wait for further instructions from try user on what they
the hanging up after every option on the second call back. would like to do. CA followed proper procedure for
The supetml')llsot‘: rtjspf)nsde ::0 :Ihe problems addressed was customer instructions. CA, however, did use the hold
unacceptable. Apoiogized. Follow up requested. macro even though was requested not 1o ... supervisor

apologized for that error.
Voice customer received Relay call from TTY user agent X . .
read very fast and spelled words/names very fast voice Th_ls agent said she did not hang up on the customer. She
customer could not write fast enough te document info lsaud th?t TTY told her to hang up e?n_d she followe'd
when voice customer asked agent to repeat the agent instructions. Coached agent on voicing and spelling at a
typed it back to customer who was totally confused by the pace that ',5 easy 1o lundersta.n.d and to be careful no@ to

03125105 request volce customer unable to help the caller due to 03/25/05 read to quickly. Reviewed ability to repeat what was just
agent reading so fast voice customer could not understand voiced if customer asks for repeat. CA has correct
what was needed customer also upsst that agent typed understanding.
that a supervisor was requested voice customer stated
agent h.ung up on them (apologized for Problem advised Spoke to consumer; she vented and is now fine.
comptaint would be forwarded to supervisor) Customer
requests contact

Reported problem to toll free network provider. Problem

3/28/2005 - resolved the same moming. Customer service

CapTel Inability for CapTel users to reach the data toll free number 3/28/0% representative confirmed with customer that they are able

to make calls.

03/30/05 Agent hung up on caller without dialing HCQ call. Thanked 04/01/05 Supervisor spoke with CA regarding proper procedure, CA
caller for letting us know. No call back needed. coached.

The main reason wity | am writing 1o you again 1s that 1

wanted you to see my phone bill caused by the relay

services. All those one and two minutes was the TRS fault

:;c;a:]?: e;te g:t';s:ret"gﬁr::v: :slsvg:at:: :::L?:St of the AM contacted the custemer and explained the relay
machinergwour d pick ugan d then the TRS would jugt let it procedures Relay Operators followed. Also, Calls from the

04/01/05 hang up without even asking if | wanted to leave a o4/01/05  |Correction Department must be made collect calls through

relay. She was not happy with the procedure. AM
encouraged her to contact CO PUC for more support.
Case is closed.

TTY user reports agent dialed out and sent ringing macro
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after 2 ringsAthe h'ne; was disconnected from Réia§ no

Uperdily was spoKen 1o - 1o not remempoper e cail. 1ne

done ready to hang up" The voice person thought the caller
has actually disconnected and then asked for the

supervisor however there was no supervisor and then the
line got disconnected. Wanted to know proper procedure in
requesting for relay supervisor since the customer is a
mutual customer. No follow up needed.

{ i i n tomer were reviewed.
04095 Jrurtner respanse (apologized for problem encountered) P10 (22 the phons on the athor snd may nave dscannecied
Customer requests contact
\ Explained that we have been experencing this problemn \
this morning and agent was correct in requesting calling
from number to place the call. (Enter trouble ticket)
At 950 am a customer stated that he called relay and had Assurad him the this agent will be followed up on other
agent on his line and felt that this agent was rude for tha issues. At this time our record indicates that we have not
following reasons:1-he asked for calling from number 2- assigned 1215 to any of our agent. Suspected the
Agent did not follow instruction to get to Live person-the possibility that the id being transposed, | checked with
prompt recording was typed in its entirely 3-Agent placed another relay center and they too did not have that number
him on hold for 20 min after he requested a supervisor {in assigned as well.
04/06/05 fact he was still on hold when this complaint was filed) The 04/06/05
customer feit that the service was extremely poor lately There is no agent number XXXX assigned at his time.
and is frustrated with the quality of service provided Customer still needs follow up on their general concerns
because it its making a impact on his work performance about relay.
qinvolving a lot of calls. Apologize to the customer for the
customer for the inconvenience. Follow up needed | tried to call consumer to conduct follow up. There is a
recording saying this number does not work with this area
code. Unable to call them back. Trich Shipley
VCO customer cannot dial to XXXXXXX with this agent but Qwest made routing changes to conrect the problem per
04/07/05 gets fast busy signal instead. COC is Qwest (0432) T.T. 04/28/05 SD Sprint tech
turned in trouble ticket. Call back requested )
A WA voice customer trying to call her daughter in
Colorado customer (who is a TTY user) thru the CO Relay
04107105 sefvice can not get thru, If they dial the nbr direct they can 05/10/05 AM review the case and there was no TT issued and
connect fine only thru the relay service can they not get customer does not want a follow up. Case closed.
thru. RCS Apologized for the problem and let them know
that | would put in a Trouble Ticket. No contact requested
CO VCO user is unable to call LD to her daughter. She has .
no problem with other long distance calls but when calling Qwest made routing changes (o correct the problem.
her daughter the recording that says, Your call cannot be Account Manager contacteq the custo_mer and left the ;
04/11/05 . 04/11/05 message. If any problem arise, they will contact us again.
completed as dialed, plays but RCS was able to call the ) .
) . , Customer seems to be satisfied. 4/29/30 TT tickets there
number direct and got through just fine. Apologized, TT .
N issued and both are closed.
was issued. Follow-up requested.
40':54.1?05 Account Login Failure 4/12/05 Unit's account activated. Customer now able to make calls.
Discussed circumstance with customer. Problem present
4/19/2005 . . during one call. Customer will report if there are problems
CapTel Sound Quality-Static 418/05 on angy additional calls. Calls bef?)re or since have been
reported satisfactory.
The voice customer stated that she had just placed a relay
cali around 1130 am and was concemned the way the agent
relayed the call. She asked for the Relay supervisor and
requested the agent not t? type the cc?nversatlon betwe.e n Explained that agent did correctly followed the agent
them two however supervisor never did appear on the line. . ) . .
Then at the call closure the agent verbalized, "Caller is protocol of typing everything that is heard. Al§o expl'cluned
04/15/05 04/15/05 the way she could do to contact relay supervisor during the

relay call or after the completion of a relay call. Forwarded
this to appropriate center for a follow up on disconnection.
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CA hung up on me just a minute ago. Thanked caller. No

04/16/05 04/16/05 Not an agent error - agent did not take a CO call all day.
call back neaded.
04/16/05 CA hung up on me. Thanked caller. No calt back needed. 04/21/05 Could not meet with Agent dus to termination. No call back
requested therefore no further investigation will be needed.
Customer Complaint: Caller in Colorade complaining that
each time he dials the CO Relay voice number, he reaches
an aperatar that announces the call: "Oklahoma Relay”,
instead of "Colorado Relay”. His concern was that he would
be billed for long distance for calling to Oklahoma. He
reported this had been happening all night long, and No follow up necessary. Customer service entered a
04/18/05 - ) o ) 04/18/05 .
possibly for quite some time in the past. He provided one trouble ticket.
of the agent ID numbers so trouble ticket could be entered.
Customer Service Response: | apologized for the
linconvenience and told him the report would be sent to call
center as well as a trouble ticket. TT was entered 4/18/05.
When | dialed CO # | alsc reached OK Relay.
Discussed complaint with the operator. She stated her
nails were too long, but she has since gotten them cut and
that it's easlier for her to type now. Suggested that she
CO TTY customer states they were in hold for a coupie keep them that way, as if she is unable to type properly
04/18/05 minutes, got the a\.nswering ma.chine and tI'Een got this 04118/05 with long nails, it is not acceptable.
agent and her typing was atrocious. Apologized. No Follow-
up requested. Discussed complaint with the operator. She stated her
nails were too long, but she since cut them, and that it's
easier for her to type now.
| spoke with Tech on this issue. He mention that he had a
Customer states that this agent who is also known as bell and went to the station. The CA was explaining that the
supervisor Corey was rude and told him to get off of the customer was calling a number that would continue ringing.
phone. Customer states that he was trying to make a call While it is ringing the customer was moaning as if he was
to someone when he was told that they were keeping masturbating. We asked for a number to call three times
records and files of his calls and that he was not calling to and got no response except for the moaning sound.
04/19/05 a try user or connecting to anyone so he should get off of 04/19/05 Supervisor warn that we are ready to hang up but no

the phone. Customer states that this supervisor was
assuming that he was calling someone hearing and he was
not. RCS response: Apologized for the problem and
assured that the complaint would be tumed in as stated.
No call back requested

response and then hung up. This was not the first time and
had many calls doing the same thing over and over. He
called again asking for a supervisor and start yelling at
him. Supervisor tried to explain our procedure but became
upset. He does not recall making the comments that was
documented.

Colorado inmate in Canon City trying to use Relay
Colorado on 4/14/05. The Relay operator would not place
the call collect for him because the computer is showing

PO T Y P T 2T RN WAT MU SRS I SR T RO LI
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the call is I0cal. Ine number the INmate |§ atempong 1o Using the information provided the tech was able to locate
call is XOOXXXXX which is a Colorado Springs number and two calls placed from criginating ANI of XXOOXXXX to
the inmate is in Canon City. They are in the same LATA dialed address of XXXXXXX. These cails are not being
04/21/05 but the calls are not local, they are long distance. The 04/21/05 given the proper info-digits by the customer’s service
Relay Operator told the inmate the Relay Computer says provider. The relay service is receiving these calls with an
the number is local and does not let the operalor select info-digit of 20. For the retay service to process these calls
collect. The case manager said he was calling the 800 659 as a prison/inmate call the comect info-digit would need to
2656 number to reach Co Relay. The inmate did not qet. be 29. The calls are being handled properly by the relay
the operator num_ber. The account manager turned this in sarvice based upon the calling information received from
to customer service. the service provider. AM contacted the customer and
notified the resolution. The customer understands and will
provide more information if it happens again. Case Closed.
Colorade inmate in Canon City trying to use the Relay AM contacted the customer explained that all local or long
Colorado number 1 800-659-2656, on 4-14-05. The Relay distance calls through the Carrection Department must
04/21/05 operator would not place the call collect for him because 05/23/05 make a collect call. The Director of Telecommunication for
the operator said it is local. The number the inmate is Correction Department understands the policy and was
attempting to call is X0COCO which is in Colorado pleased with our follow ups. Case is closed.
04/24/05 05/24/05 No contact taken; no follow up possible.
TTY customer states in the middle of her conversation this .
04/25/05 operator disconnected the call. RCS apologized for this 04/25/05 AM rewev\fed the case, group manager coached the CA,
and there is no follow up requested. Case closed.
problem. No follow up requested.
:;?wﬁgito::';:t:rti:lﬂ:n :::.itlgfn::]: ;h}::::t:;a::r:;l;i Coached CA to check dial out number against number
04/25/05 9 " ) 9 . P 04/25/05 given by the TTY customer and to ring bel for supervisor if
number and dial again. RCS apologized for problem. No .
any questions.
follow up requested.
Customer tried to make an HCO call to a medical center.
:\g:';ti;f‘?:zdl_:ggagviﬁzgig ::air;ﬁ;'e:%:uztgmﬂmz?t Agent heard answering mach and hit his record button
04/26/05 even hear answeriﬁg mach. Apolagized forsi,nconvenience 04/26/05 instead of keeping HCO open. Coached agent on HCO
and said would coach agent on HCO procedures. No call procedures. Agent knew exactly what he had done wreng.
back needed.
Agent was very rude and yslled at me and Barb the nurse
and refused to give |D number when asked. Apologized for Called at 12:00 ngon on 5/9/05. Recording number dialed
105/03/05 problem encountered advised would forward complaint to 05/09/05 not a working number or must be dialed with correct area
appropriate center, Customer would like call back at code. No further action possible. Agent number not valid.
number provided.
Caller said agent did not complete call because the .
. X t remember call. Revi
05/05/05 connection went dead. C.S. Response: Apologized to caller 05/05/05 Agent does ng call. Reviewed proper
. procedures with agent.
for the problem. No follow up contact required.
Caller said agent did not follow customer note instructions . .
R . ) Spoke with agent and agent did not remember the call.
05/05/05 not to type ar]swenng m'achlne rqessage. Agent instead 05/05/05 Coached agent on impartance of following directions.
typed out entire answering machine message.
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05/08/05

A voice customer called o complain that when she catled
relay Colorado the agent told her she couldn't call the
number provided. The agent told her there was some
problem with the "number combination." Apologized for
problem. Follow-up requested at number provided.

05/08/05

There was no agent number provided, therefore, could not
further investigate. Forwarding to CO acct mgr.

AM reviewed the case and TT. The number went through
but the customer was not able to provide the agent
number. AM contacted the customer and she is pleased
with the follow up. Case closed.

05/16/05

Customer states the agent didn't keep her informed. She
received a call from her daughter, but she didn't know her
daughter had hung up. The daughter had said, "I have to
go,” but she didn't see any gad to ski, so she waited. The
customer expressed frustration with the agent. Apologized.
Follow up requested.

05/16/05

Agent did not remember the call. Reviewed proper
procedures with agent. Called customer at 1:22 pm 5/48/05
with no answer. Called customer at 10 am 5/20/05 with no
answer. Customer called me on 5/20/05; | was unavailable
at the time. Returned call at 4:02 pm on 5/20/05 wilth no
answer.

05/20/05

Voice customer calling from cell phone and could not get
through to her mother when using relay service. When
calling through agent the customer got the message saying
the party you are calling does not except blocked calls and
to call back after pressing star 82. The customer did this
and the call still would not go through. Trouble ticket was
antered. Customer does want call back when the problem
is fixed.

06/01/05

Account Manager contacted the customer and notified that
it has been fixed. Requested customer to call back if any
problem arises in the future. Customer is pleased. Case
Closed

05/20/05

VCO customer states the agent did not finish the call
properly. At the end of the call, the voice person said "I
love you grandma, bye sk" and the VCO person said, "l
love you too, bye sk" and that was it. The operator never
said "person hung up” and when the VCO user asked if
she had hung up there was no response. Apologized and
thanked the customer for calling Follow-up requested. VCO
user wants to know what they are doing wrong that their
calls are not ending properly.

05/20/05

Group Manager coached the CA. Account Manager
contacted the customer and notified that the CA has been
coached. The customer is satisfied. Case closed.

05/20/05

Agents are stopping in the middle of the sentence and
saying the person hung up. My caller said, "I'm heading to
sign off now and thanks operator" and the outbound hung
up. The part that was typed to the VCO user was, "I'm
head {person hung up). Also, the inbound VYCO user
{during call) asked agent to explain how the outbound
should end call, agent refused stating cannot be part of the
call. Apologized and explained that it is possible the agent
missed the last of the sentence and since the outbound
had aiready hung up was unable to verify what was said
therefecre put person hung up. Advised inbound would have
to ask operator. because she is in charge of call. Follow-up
requested.

05/20/05

Manager coached the CA. Account Manager contacted the
customer and notified that the CA has been coached. The
customer is satisfied with the follow up. Case Closed.

06/22/05

A Colorado TTY customer called in stating that when trying
to make a call from 11:25pm to 12:15am they were on hoid
for 45 minutes plus for CO Relay and on hold for 10
minutes for Customer Service. Customer insisted this was
an emergency situation and that something is wrong with
the relay system. RCS apologized for the inconvenience
continually and informed this customer that the Account
Manager would contact them regarding this issue. RCS
also opened TT. Account Manager follow up requested.

05/22/05

TT has been resolved. AM contacted the customer and
notified her that the ticket has been taken care of. She will
keep me posted if any problem arises in the future. Case
closed.

VCO customer reports agent did not keep her informad

ninnbaana s emmbe b brnunidhan nnenam bhanss s AanA Aallbae

Page 8




CUSIOIMEr Warts [0 KNOW WNen Person nangs up ana caner
said "l will ask agent to fet you know when | hang up” agent
typed the words but did not type the person hung up before

05/24/05

Suparvisor coached the CA. Account Manager contacted
the customer and explained that the CA was coached. The

05/24/05 disconnfmﬁng cal VCO asked -agent if caller hwng up but customer is satisfied. Case closed.
agent did not respond (apologized for problem encountered
advised complaint would be forwarded to supervisor)
Customer requests contact
06/25/05 Qg"c':"dfgzz b d'f”mbe" Thanked caller for feadback. 05/25/05  |invalid agent number.
"l gave agent my number to dial and agent never
05/25/05 responded.” Thanked customer. Said will follow up with 05/27/05 Reviewed proper procedures with agent.
agent. No calf back needed.
Supervisar assisted on call. Agent disabled turbo code
CO TTY user complains of garbling, agent not responding which cleared up the garble. Customer was not satisfied;
to his questions and hitting wrong keys. | apologized for the thought transmission was too slow without turbo code.
05/26/05 problem, let customer know | would inform the account 05/26/05 Customer asked to be transferred to customer service to
manager. Customer disconnected before | could abtain file this complaint. Supervisor transferred. Garble was
required information to submit a trouble ticket. No contact technical issue - customer did not want supervisor to file
trouble ticket - not agent error.
Once agent disabled turbo code, garbling issues cleared
CO TTY user complains supervisor assisting agent on up. Supervisor offered to enter in customer notes to turn offf
garbling issue, ignored his complaint but offered to add a turbo code if experiencing garbling. Customer did not want
05/26/05 note. Customer feels garbling is a relay issue. Apologized, 05/26/05 to do that; customer thought transmission was too slow
referred to manufacturer and offered account manager without turbo code. Supervisor offered to write up trouble
contact. Customer disconnected. ticket, customer refused service. Customer wanted transfer
to customer service. Supervisor transferred.
Customer was upset on his end when typing the calling to
number he would get letters and numbers as if the agent
were hitting keys. Also on our end all of the callers info was
garbled. Once the agent disabled turbo code all was clear. .
05/26/05 Customer felt by not having turbo code on slows the 05/26/05 Not agent error - once turbo code was disabled garble
. . . cleared up.
transmission too much, Apologized to customer expiained
what | felt the problem was. Customer requested to be
transferred to customer service to file a complaint.
Transferred as requested. No call back needed.

Page 9




DOCKET NO. 05"" @5 Attachment A

DOCUMENT OFF-LINE

This page has been substituted for one of the following: '

o This document is confidential (N BLIC INSPECTION) )

o An oversize page or document (such as a map) which was too large to be
scanned into the ECFS system.

o Microfilm, microform, certain photographs or videotape.

o Other materials which, for one reason or another, could not be scanned
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an information Technician at the FCC
Reference Information Centers) at 445 12" Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemaking number, document type and any other

relevant information about the document in order to ensure speedy retrieval by the
Information Technician
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